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DIRECT TESTIMONY OF RICHARD DURBIN 

Q. 

A. My name i s  Richard Durbin; 2540 Shumard Oak Boulevard, Tallahassee. 

F lor ida,  32399-0850. 

Q. 

A. 

Consultant i n  the D iv is ion  o f  Consumer A f f a i r s .  

Q. Please g ive a b r i e f  descr ip t ion  o f  your educational background and 

professional experience. 

A .  

o f  Science i n  Commerce degree. 

Would you please s ta te  your name and address. 

By whom are you employed and i n  what capacity? 

I am employed by the  F lor ida Publ ic Service Commission as a Regulatory 

I graduated from the Univers i ty  o f  Lou isv i l l e  i n  1975 w i th  a Bachelor 

I have worked a t  the  F lor ida Publ ic Service Commission since 1992 and 

have held various pos i t ions w i t h i n  the D iv is ion  o f  Consumer A f f a i r s  since t h a t  

t ime. 

Q. 

A. I work i n  the Bureau o f  Complaint Resolution where I am p r imar i l y  

responsible for both i n i t i a l  and cont inuing education and t r a i n i n g  o f  the 

analysts. I i d e n t i f y ,  develop, and maintain t r a i n i n g  resources inc lud ing the 

Div is ion ’s  In t ranet  (on l i n e  resource manual). I also serve as the  f irst po in t  

o f  contact when a customer requires a higher leve l  o f  s t a f f  member 

i ntervent i  on. 

Q. What i s  the purpose o f  your testimony? 

A .  The purpose o f  my testimony i s  t o  advise the Commission o f  the number 

o f  customer complaints f i l e d  through the  Commission’s D iv is ion  o f  Consumer 

A f f a i r s  against F lor ida Power Corporation, the nature o f  the complaints, and 

What are your present r e s p o n s i b i l i t i e s  w i t h  the  Commission? 
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the adequacy o f  the company’s response t o  those complaints. 

Q. 

f i l e d  against F lor ida Power Corporation? 

A.  

D iv is ion  o f  Consumer A f f a i r s  against F lor ida Power Corporation from 1991 

through 2001. The numbers are d iv ided between complaints concerning the 

company’s service and b i l l i n g  problems. Exh ib i t  R D - 2  i s  a char t  containing 

the same complaint numbers as Exh ib i t  RD-1 plus a new c l a s s i f i c a t i o n  o f  cases, 

GI-72, which are designated as complaints. 

Q. Would you explain the GI-72 c l a s s i f i c a t i o n  o f  complaints? 

A. E f fec t i ve  June 22, 2000, the  Customer Complaint Rule, 25-22.032. Flor ida 

Administrat ive Code W A C ) ,  was revised. This r u l e  rev is ion  r e f l e c t s  the 

Commi ss i  on ’ s i ntent t o  resol ve d i  sputes between regul ated companies and the i  r 

customers as e f f i c i e n t l y ,  e f f e c t i v e l y ,  and inexpensively as possible.  The two 

main complaint handling process improvements are: (1) the Transfer-Connect 

Program; and (2)  the 72-hour response process. 

Q. 

A. The Transfer Connect Program allows a customer the  opt ion o f  having 

his/her c a l l  t o  the  the  Commission’s t o l l  - f ree  complaint l i n e  t ransferred 

d i r e c t l y  t o  the designated customer assistance personnel a t  the pa r t i c i pa t i ng  

u t i l i t y .  When a customer i s  t ransferred, an informal complaint i s  not f i l e d ;  

however, the company i s  required by Rule 25-22.032 ( I l > ( b > ,  FAC, t o  submit a 

monthly repor t  t o  the Commission’s Div is ion o f  Consumer A f f a i r s  which includes 

the customer’s name, a b r i e f  descr ip t ion o f  the  complaint, and how the company 

handled the complaint. P r io r  t o  t rans fe r r i ng  the c a l l  t o  the company. the 

What do your records i nd i ca te  concerning the number o f  complaints 

Exh ib i t  R D - 1  i s  a chart  showing the number o f  complaints f i l e d  by the 

What i s  the Transfer Connect Program? 
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PSC’s ana lys t  advises t h e  customer t o  contact  t he  Commission i f  t h e  customer 

i s  no t  s a t i s f i e d  w i t h  t h e  company‘s handling o f  h i s  concern. E x h i b i t  RD-3 i s  

a cha r t  showing t h e  number o f  Transfer-Connect c a l l s  as reported each month 

by F lo r i da  Power Corporation s ince  the  repo r t i ng  requirement was establ ished. 

The Transfer-Connect Program began as a p i l o t  p r o j e c t  i n  1996. F lo r i da  

Power & L i g h t  was t h e  f i r s t  e l e c t r i c  company t o  p a r t i c i p a t e  i n  the  program. 

F lo r i da  Power Corporation and Tampa E l e c t r i c  Company began p a r t i c i p a t i n g  i n  

t h e  program i n  J u l y  1997. Gu l f  Power began p a r t i c i p a t i n g  i n  t h e  program on 

December 3, 2001. 

Q. What is  the 72-hour response process? 

A. When an informal complaint i s  f i l e d  against a company t h a t  subscribes 

t o  the Transfer-Connect Program, t h e  u t i 1  i t y  company can u t i l i z e  t h e  72-hour 

(3 day reso lu t i on )  op t i on  by reso lv ing  t h e  complaint and repo r t i ng  t h e  

r e s o l u t i o n  t o  t h e  PSC w i t h i n  72 hours o f  r e c e i p t .  I f  t h e  company resolves t h e  

complaint s a t i s f a c t o r i l y ,  t h e  company w i l l  n o t i f y  t h e  Pub l ic  Service 

Commission o f  t h e  r e s o l u t i o n .  Upon r e c e i p t  o f  t h e  company’s response t o  t h e  

customer’s complaint i n d i c a t i n g  t h a t  t h e  problem has been resolved, t h e  

Commission w i l l  contact  t h e  customer t o  conf i rm t h a t  the  complaint has been 

resolved. I f  t h e  customer confirms t h a t  t h e  complaint has been resolved, t he  

complaint w i l l  no t  be repor ted  i n  t h e  t o t a l  number o f  complaints shown f o r  

t h a t  company i n  t h e  Commission’s monthly Consumer Complaint A c t i v i t y  Report. 

However, t h e  Commission w i l l  r e t a i n  t h e  i n fo rma t ion  f o r  use i n  enforcement 

proceedings. o r  for any o ther  purpose necessary t o  perform i t s  regu la to ry  

o b l i g a t i o n .  I f  t h e  customer informs t h e  Commission s t a f f  t h a t  t h e  complaint 

has not been resolved, t h e  Commission w i l l  n o t i f y  t h e  company and require a 
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f u l l  r e p o r t .  The company i s  also required by Rule 25-22.032 ( I l ) (b ) .FAC,  t o  

f i l e  a monthly repo r t  i d e n t i f y i n g  t h e  number o f  complaints handled under t h e  

three-day complaint r e s o l u t i o n  process and i n d i c a t e  whether t h e  complaint was 

resolved. 

Q. Are there any other procedures The D iv i s ion  o f  Consumer A f f a i r s  uses t o  

hand1 e compl a i  n t  s? 

A.  I n  a d d i t i o n  t o  t h e  above r u l e  procedure, t h e  Commission has launched t h e  

E - t rans fe r  P i l o t  Program which i s  s i m i l a r  t o  the  Transfer-Connect Program. 

The d i f f e rence  between t h e  Transfer-Connect Program and t h e  E- t rans fer  P i  l o t  

Program i s  t h a t  i n  t h e  E - t rans fe r  program t h e  cases a r e  f i l e d  by customers v i a  

t h e  Commission’s website. While on t h e  website. customers are given t h e  

op t ion  t o  E - m a i l  a complaint t o  t h e  PSC v ia  t h e  o n l i n e  complaint form, or send 

t h e  E - m a i l  d i r e c t l y  t o  t h e  company. If  t h e  customer chooses t o  send the  E -  

M a i l  t o  t h e  company, a copy o f  t he  E-Mail i s  a l so  sent t o  t h e  Commission’s 

D i v i s i o n  o f  Consumer A f f a i r s .  When t h e  company receives t h e  customer’s E-  

M a i l ,  t h e  company i s  requ i red  t o  contact  t h e  customer w i t h i n  24 hours and 

provide assistance. The eleven p a r t i c i p a t i n g  companies are  requ i red  t o  send 

monthly repo r t s  t o  t h e  PSC. l i s t i n g  t h e  number of E-Mails received and a b r i e f  

summary o f  t h e  issues. 

Q. 

had the Transfer-Connect Program not been i n  place? 

A. No, not  necessar i l y .  A c a l l  t h a t  i s  t r a n s f e r r e d  t o  t h e  u t i l i t y  may 

invo lve  a s i t u a t i o n  i n  which t h e  customer c a l l e d  t h e  PSC i n  e r r o r ,  t h i n k i n g  

he o r  she was c a l l i n g  t h e  u t i l i t y .  It could be a customer who i s  requesting 

a payment arrangement o r  one who could not get through t o  t h e  company when 

Can we assume t h a t  a Transfer-Connect c a l l  would have been a complaint 
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c a l l  i ng d i  r e c t l y  . 

Q. 

Power Corporation customers? 

A .  Exh ib i t  RD-4 i s  a char t  showing the major complaint types f o r  Commission 

complaints filed between Ju ly  1. 1999, and January 15, 2002. The most 

commonly f i l e d  complaints are those having t o  do w i t h  high b i l l s ,  fol lowed 

c lose ly  by service outage complaints. 

Q. How many o f  the complaints referenced i n  your testimony has the D iv i s ion  

o f  Consumer A f f a i r s  determined t o  be apparent v i o l a t i o n s  o f  Commission ru les  

or t he  company’s t a r i f f s ?  

A .  

f i l e d  between Ju l y  1, 1999, and December 31, 2001. 

Q. 

t ime ly  manner? 

A.  Rule 25-22 .032(5) (a) ,  FAC, requires a company t o  respond t o  a complaint 

f i l e d  by the  Commission’s Div is ion o f  Consumer A f f a i r s  w i th in  f i f t e e n  (15) 

working days. Since Ju ly  1, 1999, I found only  three complaints i n  which 

F lor ida Power Corporation responded i n  an untimely manner. 

Q. 

A .  Yes, i t  does. 

What have been the  most common types o f  complaints f i l e d  by F lor ida 

I found seven ( 7 )  apparent r u l e  or tariff in f rac t i ons  among complaints 

Has Florida Power Corporation responded t o  Commission complaints i n  

Does t h i s  conclude your testimony? 
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Ex hi bit RD-3 

Calls Warm Transferred to Florida Power Corporation 

July Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec 
2000 2031 

56 57 44 62 41 35 70 26 24 1 26 34 31 27 49 221 182 109 87 

June 2000 - December 2001 
250 

200 

150 

I00  

50 

0 

lCallsl 

Source: Required monthly reports supplied to the Pubic Service Commission by the Company. 



Docket No. 000824-E1 
E x h i b i t  RD-4 

The f o l l o w i n g  i s  a l i s t  o f  t h e  major types o f  complaint f i l e d  by consumers 
against  F l o r i d a  Power Corporation between Ju ly  1. 1999 and January 15, 2002. 

~~ 

P re l im inary  Complaint Type Number o f  Compl a i  n t s  

High B i l l s  141 

E l e c t r i c  Outages 129 

Improper B i  11 s 70 

Improper Disconnect 39 
~~ ~ 

Damage C1 aims 35 

Delay i n  Connection 24 

Repa i-r 24 

Deposit 16 

Estimated B i l l s  13 

F a i l u r e  t o  Respond 10 

B i  11 i ng Wrong Customer 7 


